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Service Delivery Overview

September 7, 2014 — October 4, 2014

) ) The Commonwealth of Massachusetts

MassiHR

Delivering HR Services That Matter

) Staffing as of Staffing as of
Total # Agencies Served: 77 Area 10/4/2014 9/6/2014
Total # Employees Served: 52,295 Customer Service/Intake 6 6
Customer
Total calls received: 5201 Service/Research 4 4
Processing &
Average Call Wait Time: 00:22 Outreach 12 12
Total email requests received: 639 Analyst 1 1
Total FAX requests received: 213 SUgEEter £ £
. Senior Staff 4 4
Number of Transactions processed by ESC: 7912
Total 30 30
Total outbound contacts: 5245
Total tickets opened: 4422
Total tickets closed within 3 days: 4371
Total tickets remain open beyond 3 days: 51
% tickets remain open beyond 3 days: 1.15%
% of Employees served by the ESC: 15.1%*
Source: ESC Avaya CMS & COMIT Reports, data from 9/7/2014 — 10/4/2014
=, *Note: “% of Employees served contacting ESC” does not account for repeat contacts (i.e., one employee calling multiple times).




SLA Targets and Actual I R
Performance Mass

Delivering HR Services That Matter

Will not exceed 3
minutes 90% of the
Average wait time — all inquiries time;

(Days operational) Will not exceed 2
minutes 50% of the
time

22 seconds 23 seconds

Average case resolution time — password resets and e-malil
updates 98% within 1 day 100% 100%
(Time owned by ESC)

Average case resolution time — inquiries and requests
(Time owned by ESC)

98.2% within 1 Day 97.8% within 1 Day
and 98.8% within 3 and 85.4% within 3
Days Days

75% within 1 day
90% within 3 days

Customer satisfaction

(Based on automated survey upon ticket closure. A minimum
of 20% must respond to survey in order for results to be
accepted as a valid sample of customer satisfaction.)

75% of customers rate | 94% rated good to 96% rated good to
overall satisfaction excellent excellent
good to excellent (0.084% responded) [ (0.095% responded)

@ » [l »

Percent of notification runs executed to completion:

o All: Reminder Report Time

o Employees: Unreported time - 15t & 2" notice

o Approvers: Unapproved reported time - 15t & 2" notice

o Agency HR/Payroll: Over/Under scheduled hours and
unapproved Payable Time notifications -15t & 2" notice

o Failsafe outreach to Agy. HR/PY and signatories

o Failsafe outreach to CTR and CHRO

il

95% 100% 100%

Secretariat ad hoc reports produced within established
timeframes:

o Simple*: 3 business days

° Complex*: 7 business days

90% 100% 100%

SLA reports produced on time according to predefined
schedule (see section 5.5)

[k

Y/N N N
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Inbound Call Data MaSSI-R

Delivering HR Services That Matter

Abandoned Calls
Current Period | Previous Period
Target Level September 2013
9 (9/7/14 to 10/4/14) | (7/27/14 to 9/6/14) P -
Average wait time e
N Will not exceed 3 Abandwed_‘ L i
- lll Cugpin=s minutes 90% of =
. :22 seconds :23 seconds :26 seconds i
. the time N
(Days operational)
Wait Time, Call Volumes, & Abandonment Rates Total = 5201 calls
0712 - - 2048
B 0679 L i —i- —il - 1024
3 0545 - 512
E 05:02 - 256 g
£ 0413 4 e _‘\‘ i ;f' %—
0336 - — 2
E p— : i:‘ 9n., Ticket Source
0210 -8 ® FAX, 4. VOICEMAIL,
0126 L g 25%
043 - L2 EMAIL, 14.4
0000 __J—_J—_J J 1 "\ a‘] é«.mm
907 -5/13 9/14-58/20 9/21-5/27 9/28- 10/04
-3t Time 00:18 00:23 00:28 0012 b
mm Average Call AbandonTime 0046 00:59 0053 0051
Longest Wait Time 04:53 06:26 0423 04:03
Average Call Time 0332 0316 0323 0332
=f=Call Volume 1365 1293 1339 1144
== Abandoned Calls 3 90 105 £

Total = 4422 tickets

Source: ESC COMIT & Avaya data from 9/7/2014 — 10/4/2014.
*E-mail tickets do not account for additional outreach to correct invalid employee e-mail addresses.

W ) The Commonwealth of Massachusetts




Inbound Inquiries by Secretariat MaSSI-R

Delivering HR Services That Matter

EOHHS agencies represent the largest volume of inquiries to the ESC. CON, EOEEA, IND and
EOHHS represent the highest volume as a percent of employees served.
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CON EoU EDANF EDEEA EDHED EDHHS EOLWD EDPSE ND D Non-E5C
Average Weekly inquiries as a % of Total Employees Served

CON EQWANF EQLWD EQRSS ND up Non-E5C

Source: ESC COMIT data from 9/7/2014 — 10/4/2014. Average inquiries per employee is shown for comparison purposes and does not account for
repeat contacts (i.e., one employee calling multiple times).

*Non-ESC percentage factored from the total number of inquiries as there is no base population; Non-ESC represents SSTA and ePay/eProfile

)\ employees not supported by ESC.

The Commonwealth of Massachusetts



MassiHR

Type Of IanIrIeS ReCGIVEd Delivering HR Services That Matter

Top Inquiry Classifications (Excluding Password Resets)

H Time Entry

E Direct Deposit

i ACES Data Update/Missing Data
# Employee Information

i Reg Time

i Time Off

@) The Commonwealth of Massachusetts



ePay/eProfile Transactions MaSS|-R
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Total ePay/eProfile Inquiries
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ePay/eProfile Transactions by
Secretariat MaSSI-R
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ePay/eProfile Transactions by Secretariat
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Direct Deposit-Prenote Outreach M&SS"R

Delivering HR Services That Matter

Direct Deposit - Prenote Outreach

10 -

B Failed EFT
B Failed Prenote

~— a

ECANF EOQEEA EOHHS EOPSS EDU

U The Commonwealth of Massachusetts
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Case Resolution Time MaSSI-R

Delivering HR Services That Matter

SLA Metric Current Period Previous Period Previous Year

(917114 — 10/4/14) (7/27/14 - 9/6/14) Sept 2013

Average case resolution time —
EEERITEITe] (EEEs SNl Gk 98% within 1 day 100% 100% 99.8%
updates

(Time owned by ESC)

Average case resolution time — O ool 0 0 0
inquiries and requests 75% within 1 day 1 Day - 98.2% 1 Day — 97.8% 1 Day — 98%

% withi - 0 - 0 —980,
(Time owned by ESC) 90% within 3 days 3 Days — 98.8% 3 Days — 85.4% 3 Days —98%

Source: ESC COMIT data from 9/7/2014 — 10/4/2014
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Customer Satisfaction Survey Results MaSSI-R

Delivering HR Services That Matter

SLA Metric Current Period Previous Period

AUG 2013

(9/7/14 - 10/4/14) (7/27/14 - 9/6/14)

80% of customersrate ~ 94% rated good to excellent 96% rated good to 97% rated good to excellent
Customer satisfaction overall satisfaction good excellent
to excellent
(Based on automated survey upon ticket closure.) (0.084 % response rate) (0.09 % response rate) (2.1% response rate)

How would you rate the quality of service you received from the .
Employee Service Center? Sam ple Com mentS .

Good, 5% Fair, 5% Poor, 2%

“My issue was resolved quickly

Very Good,

“They did an excellent job, no complaints, they were very helpful.”

“Communication and resolving issues with the Employee Service
Center was pleasant experience, Thank you very much for your
assistance. | received the information | needed and requested promptly.
How likely would you be to r 1d the Employee Service Thank you again.”

Center to a colleague?

Likely to
recommend,
15%

“Excellent service and response. Issue was completely resolved.”

Unlikely to
recommend,

“ESC is always there to help, may take them a while but it is always
Would not resolved”

recommend,
0%

Source: ESC Customer Satisfaction Survey; survey link is provided on ticket closure notice and is voluntary. Survey results shown were

N collected between 9/7/2014 — 10/4/2014.
@ ) The Commonwealth of Massachusetts
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Outbound Contact Percentages MaSS|-R

Delivering HR Services That Matter

Current Period Previous Period
(9/7/14 - 10/4/14) (7127114 - 9/6/14)

SLA Metric

Percentage of approvers contacted

with unresolved high exceptions . S
- . . 85% holiday/emergency leave 71.83 % 60%
requiring ESC intervention for
o weeks
resolution:
Top Exceptions Pay Period 1 Top Exceptions Pay Period 2

600 500
450
500 200 -
400 - 350
300 -
300 250 4
200 -
200 - 150 -
100 100 -
5{‘ -
0 - o -

2-Unapproved 3-Approved Time 1-No Reported Time 2-Unapproved 1-Mo Reported Time 3-Approved Time
Reported/Payable Time Changed-requires Reported/Payable Time Changed-requires
reapproval reapproval

Source: ESC data from 9/7/2014 — 10/4/2014

;) The Commonwealth of Massachusetts

13



Outbound Exception Management Calls m
Outbound calls are made on a weekly basis when employees and approvers miss the deadlines for

time entry/time approval or when system generated exceptions appear on a timesheet. A % K
Y PP Y g P PP Delivering HR Services That Matter

EOHHS agencies represent the largest volume of outbound
calls from the ESC.

1000 7

800 7

00

400 7

200 1~

n T — el E 4 —
COM ECU ECANF ECEEA ECQHEL ECHHS EQLWD ECQP5S IMC JUD
m9/13/2014 5 16 a2 176 10 gEl 9 19 4 a
W 9/20/2014 = 1 3 41 3 354 0 25 1 a
W9/27/2014 10 15 5 157 12 937 2 13 4 a
m 10/4/2014 3 1 9 34 3 416 7 8 2 0
Average weekly calls as a % of Employees Served
20%a
18%:
16% m % of Employees Served
14%: m Average % of Time Approvers Served
12%
10%a
8%
5%
4
2%
0% A
COM ECU ECANF EOCEEA EOCHED ECOHHS ECLWD EOCP35 IND o

Source: : ESC Exception Management System data from 9/7/2014 — 10/4/2014. Average inquiries per employee is shown for comparison
purposes and does not account for repeat contacts (i.e., calling an employee multiple times).

The Commonwealth of Massachusetts

57,
R0
’(

&

I

‘[. 4

g ‘
E

14



Position Management MaSSI-R

Delivering HR Services That Matter

Total number of eForms processed by ESC: 435

Average eForm Turnaround Time (Days)

3.00

2.50

2.00

150

1.00
0.00 — T T T

Correct HR/CMS Record Request Establish New Position Request Position Modification Request Reallocation Request Unflag Contract Position Request

eForms Processed by Type per Secretariat
180

160

140

120 - B Correct HR/CMS Record Request

M Establish New Position Request
100 1 a

W Position Modification Request

M Reallocation Request

3

B Unflag Contract Position Request

&

CON EDU EQANF ECEEA ECHED ECOHHS ECLWD EOPSS IND

EOHED/OCD Experienced a Widespread Reclassification on September 8, 2014
Unflag Contract Position Requests are dependent on ANF Platform Approval

@ o The Commonwealth of Massachusetts
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New Hire Onboardin
Data for Q2 2015 J M aSS|-R

Delivering HR Services That Matter

12 Onboarding sessions were held between JUL 1, 2014 and OCT 4, 2014

107 Total Attendees from across Executive Department

35
30
25
20
15
10

>
5

@

ol

Number of New Hires Attended by

Agency
S
1
1%
1
1%
1
1%

ANF DCP DOR GIC HPC HRD 0s5C OsD

U The Commonwealth of Massachusetts
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Review Schedule

Service Charter Scorecard

*Note: “Service Month” reporting periods are split by the closest pay period start and end dates to the beginning and end of the calendar

month.

_I§)) ) The Commonwealth of Massachusetts

MassiHR

Delivering HR Services That Matter

6/29/2014 7/26/2014 08/18/2013
7/27/2014 9/6/2014 9/10/2014
9/7/2014 10/04/2014 10/15/2014
10/5/2014 11/01/2014 11/12/2014
11/2/2014 11/29/2014 12/10/2014
11/30/2014 12/27/2014 1/14/2014
12/28/2014 1/24/2015 2/11/2015
1/25/2015 2/21/2015 3/11/2015
2/22/2015 4/4/2015 4/22/2015
4/5/2015 5/2/2015 5/20/2015
5/3/2015 5/30/2015 5/17/2015
5/31/2015 7/25/2015 8/12/2015

17



Appendix:

Agencies Served

MassiHR

Delivering HR Services That Matter

Agencies Served mplovee Agenceis Served mplovee Agencies Served Emplovees
ADD-Ceveloprental Dizabilities Council 18 |DOS-Divizion OF Standards 22 |MCD-Commmigsion For The Deaf And Hard of Hearing RE
&GR-Oepartment OF Agriculiural Resources 108 |DPH-Departrnent OF Public Health JE5  |MGL - Mazzachusetts Gaming Cornmmizsion a3
ALA-Administrative Law Appeals Divizion 33 |DPS-Department OF Public Safety 175 |MIL-Mazzachusetts Mational Guard anaq
AMFE o Administration & Finance M0 |DPU-Departrment OF Public Ltilities M3 |kdkAP-Mazzachusetts Marketing Partnership 23
APC-Appeals Court 122 |D55-Departrment OF Children &nd Families 75 |MRC-Mazs Rehabilitation Cornmnigsion 550
ART-Mazs Cultural Council 28 |DvS-Departrment OF Youth Services 835 |OCD-Dept OF Housing And Cormrminity 297
ATE-Appellate Tax Board 23 |EDU-Executive Office OF Education M [OHA-Mazzachuzetts CFfice On Dizability 13
BLC-Board of Library Carnissioners 23 |EEC-Department OF Early Education 2E  |ORI-Office For Refugees And lmmigrants 21
BSB-Bureau OF State Buildings 15 |EED-Executive Office OF Housing & Economic Developm) &7 |0SC-Office OF The Cornptraller 139
COA-Mazzachuszetts Ermergency hanagernent Agency 96  |EHS - Executive OFfice of Health and Hurnan Services 622 |OSD-Division OF Operational Services 103
CHE-Saoldiers' Home In Massachuzetts 378 |ELD-Departrnent OF Elder Affairs B2  |PAR-Parole Board al
CHS-Departrnent of Criminal Justice [nformation Susten] 49 |[EWE-Department OF Energy Resources B0 |POL-State Palice 2613
CJT-Criminal Justice Training Council 367 |EMV-Executive Office OF Energy and Ervironmmental Affg 297 |REG-Divizsion OF Profeszsional Licensure 124
ChE -Chief Medical Examiner 77 |EOL-Executive Office OF Workforce Development 1475 |RGET-Department OF Higher Education 77
CSC-Civil Service Commizgion 7 |EPS-Executive Office OF Public Safety and Security 200 |SCA-Office OF Consurner Affairs And Buginess Regulati kil
CEW-Cornmizzion On Status OF Waornen i ECE -Department OF Ervironmental Protection 802 |SDA-Sheriffs Departrnent Association 4
DCP-Capital Azzet Managerment And Maintenance 447 |FWE-Departrment OF Fish And Game 3?2 |SEA-Department OF Business And Technaology 22
DCR-Department Conservation And Recreation W3 [BIC-Group Insurance Commizsion BE  |S0OR-Sex Offender Registry 47
DFS-Diepartrment OF Fire Services BR7  |HCF-Health Care Finance & Palicy B4 |SRB-State Reclamation Board 151
DtAH - Departrnent of Mental Health 3739 [HLY-Soldiers' Home In Holyoke k9 |TAC-Departrnent OF Telecommunications 25
CkR -Departrment of Developrental Services B30 |HFC - Health Policy Commizsion 46 | TRE-Teachers Retirernent Board 97
DOB-Division OF Banks 165 |HRD-Hurnan Resources Division 6 | TRE-Office OF The State Treasurer 227
DAC - Departrnent of Comrections R287  |ITD-Information Techalogy Divizion 366 |WET-Departrnent OF Veterans Service 74
DOE-Departrment OF Elementary & Secondary Education 542 |LIB-George Fingold Library 12 [WWA-Yicim And Withess Assistance 14
DOI-Bivizion OF Insurance 139 |LOT-Lottery And Gaming Commigsion 408 |WEL-Departrnent OF Transitional Assistance i)l
DOR-Departrent of Fevernue 1875 |MCE-tazs Commission For The Blind &7 Grand Total: h2295

The Commonwealth of Massachusetts
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Appendix: Inquiries by Agency MaSSI I{

Delivering HR Services That Matter

* Note: No inquiries were received for this service month from:
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Tickets Forwarded to Agency HR
Payroll MaSSI-R

Delivering HR Services That Matter

25

20

2

_.=15

=

-

élﬂ

. - a -

COM ECU EQAMF ECEEA ECHED EQHHS ECLWD ECQPSS IND Maon-E5C

lDE,l’]S,:’EDl-'I 2 1 21 2
IDE,FZI],:’EDI-'I 1 1 1 1 14 3 2 1 1
IDEH?,:’EDI-'I ] 3 14 1 1 2
-mfmfzma 1 i 15 1 i

o

@ ) The Commonwealth of Massachusetts
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Education Secretariat Agencies MaSSI-R

Delivering HR Services That Matter

Number of Tickets by Agency

12
10
o 2
Y &
=
4
2
1]
EDCWU EEC RGT
0913/ 2014 B 1 5 1
W09/ 20/ 2014 1 4 2
09272014 11 1 7 1
m10/04/2014 7 2 B 2
Inquiry Classifications
50
45
40
35
30
25
20
15
10
[ 3 3 7
a
HR/CMS Password Resets Time Off Time Entry Employee Information

=
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EOANF Secretariat Agencies MaSSI-R

Delivering HR Services That Matter

Number of Tickets by Agency

50
45
40
35
= 30
25
o 20
15
10
: - i il ll
ADD AL ANF ATH BSB CsC DCP OOR GIC HFC HRLD ITD OHA O5D TRB
m08 132014 1 3 1 43 38 1 1 4
W09 20/ 2014 4 1 1 31 13 3 2 1 2 1
09272014 1 1 2 3 37 39 7 & 3 1 7 &
w1004/ 2014 2 1 37 10 3 7 3
Inquiry Classifications
180 152
140
120
100
20
60
40
20 11 s
4]
HR/CMS Password Resets Time Entry ACES Data Update/Missing Data HR/CMS Diata Setup & Badges

The Commonwealth of Massachusetts
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EOEEA Secretariat Agencies MaSSI-R
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- Number of Tickets by Agency
=0
BO
70
2 &h
E 5o
A
S 40
30
20
1 e B Slee. ol e
o — — _ e—ees
AR LR DPU EMNE ENV E O FWE SRE
mIe 13,2014 2 BB 7 1 7 [ 11 2
B O%20,2014 1 =i B 17 15 7 2 2
EOE27,2014 1 23 El [ 10 12 12 4
B 10/04,2014 2 BO & 1 5 13 12 3
Inquiry Classifications
300
250
200
150
100
50 a7
12 12
L]
Timez Entry HR/CMS Passeord Resets ACES Data UpdateMissng Data Reg Time Ballanece Inguiry
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&
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EOHED Secretariat Agencies MaSSI-R

Delivering HR Services That Matter

o Number of Tickets by Agency
10
B
&
F <]
a
4 4
o [ | _‘_ [ | _‘__‘_
BHC DOE (5] DOs EED MCC MMP SEA TAC
m0s13,/2014 1 1 1 1 1
m0s20/2014 3 7 2 2 1 2
m 0272014 1 z & 1 3 1 1 2
B 10042014 1 3 2 1 1
Inquiry Classifications
70
&0
30
40
30
20
10 5 4 2
o | I [
HRCMS Passevord Ressts Rz Time= General ACES inguiry Time Entry

=
(
®
%
i

@ The Commonwealth of Massachusetts
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EOHHS Secretariat Agencies MaSSI-R
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Number of Tickets by Agency

2
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Hnk Tithke
oEEBEERERR

CHE DhH DR DPH Ds5 (LY EHS ELD HLY MCE MO MRC ORl WET WEL

m 05132014 B 172 78 71 110 18 52 2 B 15 1 24 1 4 73

m 05 20/2014 10 154 = 70 BS 17 27 1 5 12 1 23 & 71

m 0827,2014 7 1 10d 7 B4 27 45 3 3 14 2 34 1 & 75

B 10042014 1 173 o8 58 ) 11 40 2 4 11 1 27 3 40

Inquiry Classifications
1200
1000
BOD
B00
400
180
200 a7
o
HR/CMS Password Ressts Time Entry Diire ct Deposit Employee Infonmation

<

< s
2
g
3
S
R

S
3

The Commonwealth of Massachusetts

25



EOLWD Secretariat Agencies MaSS|-R
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- Number of Tickets by Agency
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m 05132014 31
m 05202014 42
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B 14M04,2014 ]
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EOPSS Secretariat Agencies MaSSI-R

Delivering HR Services That Matter

Number of Tickets by Agency
BD
70
&0
o 50
E a0
A
3 30
20
p il
0 | i _-— o e - e
cha CHE cm CME ] ML PAR POL SOR
W 05132014 3 2 3 1 5 3s 7 11
m 052072014 2 3 z 11 41 z ] z 7 3
= 03272014 z 3 2 & &3 1 2 5 2 17 E
B 10042014 4 1 1 12 41 2 35 4 7
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APC Tickets and Classification MaSSI-R
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. Number of Tickets by Agency
5
4
-]
Es
£ 2
1
4]
mOE13/2014 %
m0g 27,2014 1
= 10042014 2

The ESC did not receive any requests for the week ending 9/20/14

Inquiry Classifications
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HRACMS Password Resets Diirect Deposit Payrcll
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TRC Tickets and Classification MaSSI-R

Delivering HR Services That Matter

Number of Tickets by Agency

Ank Titke
=]
o

L

TRC
0202014 1

The ESC did not receive any requests for the weeks ending 9/13/14, 9/27/14,
10/4/14

Inquiry Classifications
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ART Tickets and Classification MaSSI-R
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. Number of Tickets by Agency
2
é 15
ERR
05
[i]
ART
mOe27,2014 2
o 107042014 1

The ESC did not receive any requests the weeks ending 9/7/14, 9/20/14

Inquiry Classifications
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BLC Tickets and Classification MaSS'-R
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Number of Tickets by Agency
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HCF Tickets and Classification MaSSI-R
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Delivering HR Services That Matter
Number of Tickets by Agency
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OSC Tickets and Classification MaSS|-R
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Number of Tickets by Agency

m 051372014
m 05720/2014
m 08272014
B 10042014
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SDA Tickets and Classification MaSS'-R

Delivering HR Services That Matter

. Number of Tickets by Agency
1
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i
E 0.E
aa
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02
[#]
05132014 1
mOs 202014 1
EOS27,2014 1

The ESC did not receive any requests the week ending 10/4/14
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TRE Tickets and Classification MaSS|-R

Delivering HR Services That Matter

Number of Tickets by Agency
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LOT Tickets and Classification MaSS'-R
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Number of Tickets by Agency
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MGC Tickets and Classification MaSS'-R

Delivering HR Services That Matter

Number of Tickets by Agency

m013,2014

s 202014 1

27,2014 1

The ESC did not receive any requests the weeks ending 10/4/14
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